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Seiring dengan perkembangan teknologi informasi di era revolusi 4.0 ini. Dalam institusi 
pelayanan kesehatan, kualitas pelayanan merupakan hal yang sangat penting dalam 
mewujudkan kepuasan pasien. Semakin baik kualitas pelayanan, tingkat kepuasan pasien akan 
semakin tinggi dan sebaliknya. Kualitas pelayanan didefinisikan sebagai perbedaan antara 
harapan pelanggan dengan kenyataan yang diterima. Untuk melakukan pengukuran kepuasan 
pasien berdasarkan kualitas pelayanan di Rumah Sakit Hewan Provinsi Sumatera Selatan, 
penelitian ini menggunakan metode servqual dan SAW untuk mengukur indikator masalah 
kualitas pelayanan. Berdasarkan hasil pengukuran menggunakan metode servqual, didapatkan 
nilai rata-rata servqual gap 5 paling besar terdapat pada atribut pernyataan ke-21 dan ke-25 
dengan nilai 1 pada dimensi assurance. Sedangkan dari analisa dengan metode Simple Additive 
Weighting (SAW) didapatkan perangkirangan nilai terbesar 1 yang artinya kuliatas pelayanan 


























Along with the development of information technology in this 4.0 revolution era. In health care 
institutions, service quality is very important in realizing patient satisfaction. The better the 
quality of service, the higher the level of patient satisfaction and vice versa. Service quality is 
defined as the difference between customer expectations and accepted reality. To measure 
patient satisfaction based on quality of service at the Animal Hospital of South Sumatra 
Province, this study used the servqual and SAW methods to measure indicators of service 
quality problems. Based on the measurement results using the servqual method, it is obtained 
that the average value of the servqual gap 5 is greatest in the attributes of the 21st and 25th 
statements with a value of 1 in the assurance dimension. Meanwhile, from the analysis using 
the Simple Additive Weighting (SAW) method, it was found that the greatest value was 1, which 
means that the quality of services provided by the Animal Hospital of South Sumatra Province 
was in accordance with the patient's expectations. 
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